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^ Referral Survey^ 



Customer calls 
company seeking 
technical support 



Customer Service 
Representative 
("GSR") gathers 
information, works 
with technical support 
to solve the problem 



CSR calls back the 
customer and lets them 
know the problem is 
fixed 



Customer thanks the 
CSR for the help 



CSR asks permission 
to send a "Customer 
Service Referral 
Survey" 




Fig. 7 
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Customer receives 
e-mail containing link 
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Customer fills out 
survey, provides 
valuable feedback and 
decides to refer other 
business owners 
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Customer uses the 
Web-based tools and 
e-mail templates to 
send a referral to other 
business owners 
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CSR receives e-mail 
notification letting her 
know that her 
customer has sent her 
a referral 
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CSR accepts the 
referral and sends out 
thank you e-mails to 
the customer and 
introductory e-mails to 
the prospective client 






712-^ 


CSR passes the referral 
to a sales person 
through an internal 
referral community 
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Action List: 
Send Email 
to Contact 






Send Email 
(Feedback / 
thanks to 
Referring 
Partner) 
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